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Course 
Overview 

Why a Resolving Performance 
Issues program? 
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Learning Objectives 
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Resolving Performance Issues 
Course Map 

�

Pre-Course 
Communications Check 
(Site Coordinators Only) 

Welcome and Review of 
Objectives 

Performance vs. Conduct 

Prerequisites for Resolving 
Performance Issues 

Informal Methods 

Performance Improvement 
Plan (PIP) 

Redresses for 
Unacceptable Performance 

Supervisor’s Role and 
Responsibilities 

Wrap-Up 

Why Correct Employee 
Problems? 
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Why Correct Employee 
Problems? 
@����������!���
����������
����
�	���!������
���������!��
������	�����	���
����	�����������
���
�!��������	����� !������
������������!!��
+
������
���������	����
���
�	�������	���5��	���3@����@������4��7������
�������
������
���!�����������
������
���������	��������������������
���������
��!���
����������	
����������������������������������
����������������	�
��!������������!���
������� �.���	�������������	��!�������������	��
!�������
���������	���	��!�������������	������������������!�����������
!������
����������
��
����

� 	�����"A9��	
� �
��
��
�!�������������!���
��������������
�	���!������
!��������
���	����� !����B�

#� CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

$� CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

=� CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

CCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCCC�

Case Study:  Tom, the Visitor Use Assistant 
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Tom, the Visitor Use Assistant

• Permanent employee
• 18 months in present position
• Problems with balancing cash drawer
• Confrontational attitude
• No previous efforts to correct

problems
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Performance vs. Conduct 
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How Do I Handle the Problem?

Is it a conduct problem?
Disciplinary action

Is it a performance problem?
Performance management system

���

Employee Assistance Program (EAP)

• Grief
• Stress
• Substance abuse
• Domestic problems

��

Employee Assistance Program (EAP)

• Confidential
• Free initial assessment
• 3-6 visits
• Resource for supervisors

�

Exercise:  Performance or Conduct? 
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Prerequisites for Resolving 
Performance Issues 

Supervisor’s Checklist 
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Prerequisites cont’d. 

Writing SMART Critical Results 
>�
�
�����������������������������
�����!������!�����������
���������	�������
�������������������������	
������������	��!����������
�����
�
�������������	���
������	������������������������
�	���������	��*:76�������������

�

>�
�
�������������������<�

�

"� ((((((((((((((((((((((((((((((((((�

)� ((((((((((((((((((((((((((((((((((�

#� ((((((((((((((((((((((((((((((((((�

*� ((((((((((((((((((((((((((((((((((�

�� ((((((((((((((((((((((((((((((((((�
� �
�
���*:76����
�
������������	��!�����������	����!���������
������
����������������
������������	���!�����������
����!����������
	���
���
�����������������

�

F��������	����������
�
���������������.��A568*�7��!�����������
������������7��3��������4���������������������	
�����#''G�����	���
����
��
�����������������������
�������
���!��
�
����������	������
����������	
����
�������������
������	�����
����
������������	���������
���������������������
������

Critical Result  Caution

Beware of
absolute

standards!

Exceptions
•Could result in death or injury
•Breach of security
•Great monetary loss
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Informal Methods for Resolving 
Performance Issues 
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Examples of Informal Methods 
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Informal Methods, cont’d. 

The “Drop File” 
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Drop File

• Document counseling sessions
• Work or notations that will support

an award
• Copies of SF-50’s

Employee has a legal right to know the
file exists and have access to the file.

�
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Performance Improvement Plan (PIP) 

Exercise:  Put Yourself in the Employee’s 
Place (30-Second Brainstorm) 
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“Opportunity to Improve” Letter 
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Performance Improvement Plan (PIP), 
cont’d. 
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Opportunity to Improve Letter

• Identify critical result(s) and performance indicators
where performance is unacceptable

• Identify time period for improvement
• State what improvements are expected
• State what you, as the supervisor, will do to assist
• State what will happen if they do not improve
• Availability of EAP

��
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Exercise:  Ways To Help 
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Redresses for Unacceptable Performance 
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Supervisor’s Role and Responsibilities 
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Supervisor’s Role &
Responsibilities

• Specific expectations (SMART)
• Frequent, informal feedback
• ID unacceptable performance
• Describe to the employee
• Communicate to improve
• Investigate
• Options to improve
• Documentation

�

�

To Receive Credit for This Course 

Post Course Assignment

To receive credit for completing this
course –

• Make sure your name is on
attendance roster

• Complete the online evaluation at
http://mylearning.nps.gov

�
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Appendix A: Interview Worksheet-Performance 
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����
����������!�������
�����
�����������������!����!����������������
������
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�������
�!��������

Employee: _________________________________ Date:  ___________ 

Supervisor: ________________________________ Time:  ___________ 

 

What did you observe?  

 
When and where did it 
occur? 

 

 
Who was involved?  

 
Has it happened before?  
How often? 

 

 
What was the impact on the 
workplace? 

 

 

ASK:  Why did it happen? 

 
 

ASK:  What were the 
circumstances? 

 

 

 
ASK:  Did the employee 
seek assistance? 

 

 

 
Notes/Follow-Up  
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Appendix B: Sample Letter to Inform 
Employee of Opportunity to Improve 
Performance 
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Appendix C: Sample Memorandum 
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Appendix D: Helpful Web Sites 
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